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Amendments to the Claims; This listing of claims will replace all prior versions, and listings, 
of claims in the application y 

Listing of Claims: 

1, (Currently Amended) An electronic message processing system for 

sending and receiving electronic messages across a network, the electronic message processing 
system including: 

a classification module, arranged to cause said received electronic messages to 
be analyzed in order to determine how said received electronic messages are routed within the 
electronic processing system, and to assign to said received electronic messages respective 
routing information; 

a distribution module, arranged to distribute said received electronic messages 
amongst a plurality of first agents depending on the respective routing information associated 
with each message; 

storage means, arranged to store received electronic messages in association 
with respective means fo r uniquely identifying each received message; and 

at least one mail client, arranged to render to one or more of said first agents 
electronic messages distributed thereto in order that said one or more first agents may prepare 
an appropriate response message to at least part of an electronic message rendered thereto, 
the or each mail client including: 

means, responsive to an input from one of said first agents in respect of a ftfst 
rendered first electrnnir message, for causing a second electronic message to be generated, 
said secpnd electronic message being other than a resnnn^ e message to said rendered firer 
electronic message which occond elcctioi i i L nii> ^ uyu £ nd 4f»etades -includinQ at least part of said 
first electronic message; 

means for generating a routing tag, which routing tag includes the respective 
unigjJgjriessage identifying means associated with said first electronic message; 
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wherein the mail client is arranged to cause said routing tag to be included in 
said second electronic message and to cause said second electronic message to be sent out of 
said electronic processing system, 

the classification module being arranged, upon return of said second electronic 
message, or a derivative thereof, to said electronic processing system, to detect said routing 
tag in said returned electronic message and, upon detection of said routing tag, to cause said 
returned second electronic message, or derivative thereof, to be processed based on said data 
included in said routing tag, wherein said processing includes associating, by means of said 
respectlvej- mlque message identifier included in said routing tag, said returned second 
electronic message, .or derivative thereof with said first electronic message stored in said 
storage means , and 

wherein the association between thg r e turned sprnnd elPrtrnnir messaop. nr 
derivative thereof, and the first electronic message stored In « a l d storage mM n, causes. ,.phn 
generation pf a response message to said first gtertrn n ic messaop hy said at l^t ™» ma .i 
Cli ent, any response text generated bv said on* firer » o en t in renprt of said first Plpr»mnir 
message and any response text inrinried in said rPh. rned second electron^ W^ nff| nr 
derivative thereof, to he included in said response message . 

2. (Canceled). 

3. (Previously Presented) An electronic message processing system as 
claimed in Claim 1, wherein said routing tag includes means for identifying an agent, or group 
of agents, associated with said electronic processing system. 

4. (Previously Presented) An electronic message processing system as 
claimed in Claim l, wherein said routing tag includes means for identifying a class into which 
said first electronic message is deemed to belong. 

5. (Original) An electronic message processing system as claimed in 
Claim l, wherein said routing tag comprises an opening tag element and a closing tag element 
for delimiting respectively the beginning and the end of the routing tag. 
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6. (Original) An electronic message processing system as claimed in 
Claim 5, wherein the routing tag includes one or more sub-tags, each sub-tag including 
respective data concerning the first or second electronic message. 

7. (Original) An electronic message processing system as claimed in 
Claim 5, wherein said routing tag is constructed according to an XML (extensible Mark-up 
Language) format, 

8. (Original) An eiectronic message processing system as claimed in 
Claim 1, wherein the mall client is arranged to cause the second electronic message to be sent 
to a second agent across said network, said second agent operating externally of said electronic 
message processing system . 

9. (Original) An electronic message processing system as claimed in 
Claim 1, wherein the mail client is arranged to cause the second electronic message to return to 
the electronic message processing system, 

10. (Original) An electronic message processing system as claimed in 
Claim l, wherein said at least part of said first eiectronic message included in said second 
electronic message is associated with an identification tag. 

11. (Original) An electronic message processing system as claimed in 
Claim 1, wherein said second electronic message further includes a response, created by said 
first agent, to at least part of said first electronic message. 

12. (Original) An electronic message processing system as claimed in 
Claim 11, wherein said response is associated with an identification tag. 

13. (Original) An electronic message processing system as claimed in 
Claim l, wherein the routing tag is included in the subject line of said second electronic 
message. 
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14. (Original) An electronic message processing system as claimed in 
Claim 1, wherein said routing tag comprises an alphanumeric string and said classification 
module is associated with an alphanumeric string parser. 

15. (Previously Presented) An electronic message processing system as 
claimed in Claim 1, wherein said mail client, in response to the creation of said second 
efectronic message, is arranged to cause said first electronic message to be suspended and, in 
response to detection of said routing tag in said returned second electronic message, said 
classification module is arranged to cause said first electronic message to be unsuspended. 

16. (Original) An electronic message processing system as claimed in 
Claim 1, wherein said mail client, in response to the creation of said second electronic message, 
is arranged to terminate the processing of said first electronic message. 

17. (Currently Amended) A mail client for use in an electronic message 
processing system arranged to send and receive electronic messages across a network, in which 
system received electronic messages are stored in association with respective means for 

| .uniquely identifying each received message and are distributed amongst a plurality of first 
agents, the mail client being arranged to render a first electronic message to a first agent in 
order that said first agent may prepare an appropriate response to at least part of the rendered 
electronic message, the mail client including: 

means, responsive to an input from said first agent, for causing a second 
electronic message to be generated, said second efectronic message being other than a 
response to said rendered first electr o nic messag e which second el e ctronic mossjg e and 
i nc l udes - including at least part of said first electronic message; 

means for generating a routing tag, which routing tag includes.the respective 
uniauejriessage identifying means associated with said first electronic message; 

wherein the mail client is arranged to cause said routing tag to be included in 
said second electronic message and to cause said second electronic message to be sent out of 
said electronic processing system. 
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18. 



(Canceled), 



19. (Previously Presented) A mail client as claimed in Claim 17, wherein 
said routing tag includes means for identifying an agent, or group of agents, associated with 
said electronic processing system. 

20. (Previously Presented) A mail client as claimed in Claim 17, wherein 
said routing tag includes means for identifying a class into which said first electronic message 
falls. 

21. (Original) A mail client as claimed in Claim 17, wherein said routing 
tag comprises an opening tag element and a closing tag element for delimiting respectively the 
beginning and the end of the routing tag. 

22. (Original) A mail client as claimed in Claim 17, wherein the routing tag 
includes one or more sub-tags, each sub-tag including respective data concerning the first or 
second electronic message* 

23. (Original) A mail client as claimed in Claim 21, wherein said routing 
tag is constructed according to an XML (extensible Mark-up Language) format. 

24. (Original) A mail client as claimed in Claim 17, wherein the mail client 
is arranged to cause the second electronic message to be sent to a second agent across said 
network, said second agent operating externally of said electronic message processing system. 

25. (Original) A mail client as claimed in Claim 17, wherein the mail client 
is arranged to cause the second electronic message to return to the electronic message 
processing system. 

26. (Original) A mail client as claimed in Claim 17, wherein said at least 
part of said first electronic message Included in said second electronic message is associated 
with an Identification tag. 
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27. (Original) A mail client as claimed in Claim 17, wherein said second 
electronic message further includes a response, created by said first agent, to at least part of 
said first electronic message. 

28. (Original) A mail client as claimed in Claim 17, wherein said response 
is associated with an identification tag, 

29. (Original) A mail client as claimed in Claim 17, wherein the routing tag 
is included in the subject line of said second electronic message. 

30. (Currently Amended) m an electronic message processing system 
for sending and receiving electronic messages across a network, the electronic message 
processing system being arranged to store received electronic messages in association with 
respective means for uniquely identifying each received message and to distribute received 
electronic messages amongst a plurality of first agents, a method of processing received 
electronic messages, the method comprising: 

rendering to one of said first agents a first electronic message in order that said 
first agent may prepare an appropriate response to at least part of the rendered first electronic 
message; 

causing a second electronic message to be generated, _said second electron^ 
message being other t han a response message to said rendered first electronic mesgag g-wto*> 
second electron i c mcGgogc^ Mi^ek^es-i nducling at least part of said first electronic message; 

generating a routing tag, which routing tag includes the respective unique 
message identifying means associated with said first electronic message; 

causing said routing tag to be included in said second electronic message; 

causing said second electronic message to be sent out of said electronic 
processing system; 
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detecting, upon return of said second electronic message, or a derivative thereof, 
to said electronic processing system, said routing tag in said returned electronic message; 

causing, upon detection of said routing tag, said returned second electronic 
message, or derivative thereof, to be processed based on said data included in said routing tag, 
wherein said processing includes associating, by means of said respective jj^Jgue message 
identifier included in said routing tag, said returned second electronic messag e, or derivative 
thereof, with said first electronic message : and 

Upon generation of a respo nse message to said first electronic message bv said at 
least one mall client, Including any response text generated by said one first agent in r^ pert nf 
salt? first electronic message and anv respons e text included in said returned second electronic 
message, or derivative thereof, in said response message . 

31. (Original) A method as claimed in Claim 30, further including causing 
the second electronic message to be sent to a second agent across said network, said second 
agent operating externally of said message processing system. 

32. (Original) A method as claimed in Claim 30, further including causing 
the second electronic message to return to the electronic message processing system. 

33. (Original) A method as claimed in Claim 30, further including causing, 
in response to the creation of sard second electronic message, said first electronic message to 
be suspended; and causing, in response to detection of said routing tag in said returned second 
electronic message, said first electronic message to be unsuspended. 

34. (Original) A method according to Claim 30, further including causing, 
in response to the creation of said second electronic message, the processing of said first 
electronic message to be terminated. 



35. (Currently Amended) A computer program product comprising 

computer program code stored on a computer usable storage medium for, when executed on e 
computer system, processing electronic messages in an electronic message processing system 
for sending and receiving electronic messages across a network, the electronic message 
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processing system being arranged to store received electronic messages In association with 
respective means for gpjquely identifying each received message and to distribute received 
electronic messages amongst a plurality of first agents, said computer program code being 
arranged to implement a method, which method comprises: 

rendering to one of said first agents a first electronic message in order that said 
first agent may prepare an appropriate response to at least part of the rendered JirgE electronic 
message; 

causing a second electronic message to be generated, said second ^P^ ppi^ 
me?saqg. frei , nq other thgn . a respons e message t o s a id rendered first electronic m^ g^fa^ 
second e l ectronic message and tf*=kKtes -indudino at least part of said first electronic message; 

generating a routing tag, which routing tag includes the respectiv e unique 
message identifying means associated with said first electronic message^ 

causing said routing tag to be included in said second electronic message; 

causing said second electronic message to be sent out of said electronic 
processing system; 

detecting, upon return of said second electronic message, or a derivative thereof, 
to said electronic processing system, said routing tag in said returned electronic message; 

causing, upon detection of said routing tag, said returned second electronic 
message, or derivative thereof, to be processed based on said data included in said routing tag, 
wherein said processing includes associating, by means of said respectiv e unique message 
identifier included in said routing tag, said returned second electronic message ^ or deriv^ iye 
thereof, with said first electronic message : and 

upon generation of a response messag e to said first electronic message bv said at 
least ons mail client, including any response text g enerated bv said one first agent in respect; nf 
said first electronic message and anv respons e text included in said returned second electron^ 
message, or deriv ative thereof, in sard response message . 
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36. (Currently Amended) An electronic message processing system for 

sending and receiving electronic messages across a network, the electronic message processing 
system Including: 

a classification module, arranged to cause said received electronic messages to 
be analyzed in order to determine how said received electronic messages are routed within the 
electronic processing system, and to assign to said received electronic messages respective 
routing information; 

a distribution module, arranged to distribute said received electronic messages 
amongst a plurality of first agents depending on the respective routing information associated 
with each message; 

storage means, arranged to store received electronic messages in association 
with respective means fo r uniquely identifying each received message; and 

at least one mail client, arranged to render to one or more of said first agents 
electronic messages distributed thereto in order that said one or more first agents may prepare 
an appropriate response message to at least part of an electronic message rendered thereto, 
each mail client including: 

means, responsive to an input from one of said first agents in respect of a first 
rendered message, for causing a second electronic message to be generated, said second 
electronic message being other than a response messa oe to said rendered first electronic 
messag e which second e l ectronic moss3go _and i nc l udoG - including at least part of said first 
electronic message and any appropriate response prepared by said one or more first agents; 

means for generating a routing tag, which routing tag includes the respective 
unique message identifying means associated with said first electronic message, wherein the 
mail client is arranged to cause said routing tag to be included in said second electronic 
message; 

the classification module being arranged, upon receipt of an electronic message 
comprising at least one of said routing tags, to associate, by means of said respectivejjniaug 
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message identifier included in said at least one routing tag, the received electronic message 
with said first electronic message stored in said storage means J _and 

wherein the association between the received electronic message and the first 
electronic message stored in said storage m eans causes, upon generation _of g response 
message to said first electronic message bv said at least one ma il client, any response text 
generated hy said one first aoent in respect of said first electr onic message and any response 
text included in said received electronic message to b e included in said response message. 

37. (Currently Amended) In an electronic message processing system 

for sending and receiving electronic messages across a network, the electronic message 
processing system being arranged to store received electronic messages in association with 
respective means fo r uniquely identifying each received message and to distribute received 
electronic messages amongst a plurality of first agents, a method of processing received 
electronic messages, the method comprising: 

rendering to one of said first agents a first electronic message in order that said 
first agent may prepare an appropriate response to at least part of the rendered electronic 
message; 

causing a second electronic message to be generated f said second electronic 
message being other than a response message to said rendered fi r st electronic messaoo wh i ch 
^nnnnri Hpetronie message and inc l udcs -including at least part of said first electronic message 
and any appropriate response prepared by said one or more first agents; 

generating a routing tag, which routing tag includes the respective jJQigu§ 
message identifying means associated with said first electronic message; 

causing said routing tag to be included in said second electronic message; 

associating, upon receipt of an electronic message comprising at least one of said 
routing tags, by means of said respective unique message identifier included in said at least one 
routing tag, the received electronic message with said first electronic messagej_and 
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upon generation of a response message t o said first electronic message by said at 
least one ma" cllfint. including anv re s pond text generated bv said one first agent in respect of 
said first electronic messana and anv response te x t included in said received electronic message 
in said response message . 
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